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Abstract 
Service quality of recreational facilities is an important factor in attracting people to get involved in physical activities  such as  
fitness training, outdoor recreation and sports. This study aims to examine the relationship between university recreational 
facilities service quality and students’ physical activity level. 390 university students (n = 390) from Universiti Teknologi  
MARA, Universiti Tenaga Nasional and National Defence University of Malaysia participated in the study. The instruments used 
were International Physical Activity Questionnaire-Short Form and Service Quality survey. The questionnaire used was based on 
three main dimensions that represented service quality, namely, ambience of the facility, operations quality and competency of 
the staff. The items were measured using the Likert scale in which one (1) represented ‘poor’ and five (5) represented ‘excellent”. 
The overall service quality was measured by calculating the mean score for each dimension and the grand mean of all items. The 
data was analyzed using Spearmen Correlation. The findings indicated that there was no significant relationship between servi ce 
quality and physical activity level p = 0.312 (p > 0.05). Thus, service quality did not affect the level of physical activity of the 
students. However, there was evidence indicating that the universities were still lacking in recreational facilities and qual ity 
operation - factors that could attract the students to be physically active. 
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1.  Introduction 
A recreational facility is defined as any facility that provides at least 1 physical activity opportunity to an 
individual to engage in, for example weightlifting or yoga (Baker, Schootman, Kelly & Barn ished, 2008). University 
recreational facilit ies are important in order to avoid student’s physical inactivity. According to Reed (2007), the 
designing of university infrastructure, including the location of recreational physical activity facilities, could be 
related with the physical activity patterns of university students. 
Despite the existence of recreational facilit ies in universities, some of the students did not fully utilise the 
facilit ies. Fullerton (2011) stated that while universities are allocating large financial res ources for the development 
athletic and recreational sport facilit ies, university students are not taking a full advantage of the services provided. 
This scenario could either suggest that the university community is not physically act ive or they may  just choose to 
use facilities provided by privately-owned sports and recreation centres. 
Some universities are lacking in facilit ies especially for those that are faced with limited financial resources. 
Some of sections of the female student population may show reluctance when compelled to share the facilities with 
the male students for moral reasons. Female students may experience a general feeling of discomfort sharing a 
gymnasium that is fully occupied by male students. In a similar vein, the equipment provid ed by the university may  
have been of much inferior quality compared to that provided by most privately -owned sports and recreation 
centres. As a result, most of the students preferred  to use the services of these private facility providers even if they 
had to pay for these services. The universities too, may lack efficiency in managing their facilities especially with 
regard to good maintenance and cleanliness of existing facilities while such things as booking arrangements are 
mired with unnecessary bureaucratic procedures.  
Baker et al. (2008) also stated that the nearness of public recreation facilities such as playgrounds and 
recreational facilit ies has been found to affect physical activity behaviour in a positive way. This shows that the 
availability of recreational facilit ies has the potential to attract people to be more physically act ive. The existence of 
recreational facilities in a university helps to create a healthy community of students who not only excel 
academically but are also physically active. 
Allen and Ross (2013) reported that students generally have clear expectations about the quality of health care, 
fitness and wellness services and this helps them reap the full benefits of their educational experience. Service 
quality is vital due to the fact  that quality is a yardstick oftentimes used to evaluate the performance of an  
organization and the services it provides. According to Saini and Matta (2014), the consequences of service quality 
such as customer satisfaction and re-visit intention are two of the most important indicators of organizational 
performance at present. Mehta (2011) reported that service quality is strongly associated with loyalty and continuity 
to visit. Providing quality service is also one of the factors that can attrac t people to use the facility or the services 
provided. Bae and Cha (2014) stated that it is gradually necessary to provide greater services that meet  the demands 
of users, while encouraging new customers to use the services. 
University students are future leaders who are set to take the place rightful p lace in society as front-runners in the 
business and public sector as well as sports organisations. Youth development through sports education has been the 
concern of many people including educators, coaches and family members (Yig iter, Sari, Ulusoy & Soyer, 2011). 
Physical activ ity such as sport can help young people to develop important values for continuous self-improvement. 
Involvement in sports provides them with the opportunity for interaction while enab ling them to reap the full 
benefits of physical activity. Therefore, students may well be actively involved any form of recreational act ivity in  
order that they be more physically active. 
According to Tirodimos, Georgouvie, Savvala, Karanika and Noukari (2009), university students are technically  
in the final stage of their formal education life cycle through which they can develop healthy behaviours. This 
means that university students need to develop a healthy lifestyle before they start working by which time they 
would be less inclined to be physically act ive. Students who develop their physically  active lifestyle may be able to 
maintain a positive perspective on the benefits of engaging in physical activity. Being physically active is most 
likely to benefit a person greatly while being physically inactive would most likely yield the least benefit. Anokye, 
Pokhrel, Buxton and Fox-Rushby (2011), stated that physical inactivity is a major community health concern as it is 
related with about 20 health problems including coronary heart d isease, cancer, diabetes and stroke and is graded 
among the top ten leading causes of death in high-income nations. Lifestyle factors, such as a poor diet and physical 
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inactivity, have been recognized as risk factors for a mult itude of chronic health conditions, including obesity 
(Matthews, O’Neill & Kostelis, 2014). Thus active involvement  in  sports among university students provides not 
only the breeding ground for self-development but more importantly, it promotes conscious awareness about the 
need to stay healthy by leading a healthy lifestyle in their later years. 
Physical activities do not only give benefits to student’s physiological but also psychological well-being. 
According to Chia (2009), physical activ ity through sports and games provide opportunities to build a sport-loving 
culture, for stress release and for the hunt of a healthy lifestyle. However, the latest trend shows that the students are 
prone to choose a sedentary lifestyle so they are having more time to comp lete their assignments, playing video 
games or even socializing at the shopping mall. 
Studies conducted on university students from 27 countries shows that one-half of the students were low in  
physical activ ity (Irwin, 2004). One of the factors the students do not physically  active is the screen time. Screen  
time can be defined as the time spent using computers, watching television or DVDs, and or playing video games 
(Fountaine, Liguori, Mozumdar & Schuna, 2011). The university students were also heavily in fluenced by the recent 
popularity of social networking sites such as Facebook and Twitter.  
Physical activity level is measured by energy expenditure of a person. There are three categories of physical 
activity level which is high, moderate and low activ ity level. Pastuszak, Lisowski, Lewandowska and Buśko (2014), 
stated a measure of the level of total physical activity includes vigorous activity, moderate activity and walking. 
Vigorous activity refers to the activities that take hard physical effort and make the in dividual breathe much harder 
than normal inclusive of heavy lift ing, digging, aerobics or fast bicycling and considered as high level. Moderate 
activity refers to activ ities that take moderate physical effort  and make the indiv idual breathe somewhat harder  than 
normal such as carrying light loads or bicycling at a  regular pace and considered as moderate level. Walking include 
walking at work place, travelling from one place to another and any activity solely for recreat ion or leisure which is 
considered as low level actives. 
2.  Materials and methods 
This study is a cross-sectional study via questionnaire adopted from Serv ice Quality survey developed by 
Osman, Cole and Vessel (2006) to examine the relationship between university recreational facilit ies service quality 
and student’s physical activity level. The questionnaire used was based on three main dimensions that represent 
service quality which includes ambience of the facility which is the atmosphere in the sense of the mood a place or 
setting has; operations quality which means one can do business with; and competency of the staff which comprise 
of how well the staff perform their duties and their capabilities.  
The items were measured using Likert scale where one (1) representing ‘poor’ and five (5) re presenting 
‘excellent”. Overall, service quality was measured by calculating the mean score for each dimension and the grand 
mean of all items. Total physical activity was calculated by using MET-minutes / week score and categorized in  
three groups of physical activity level. Three level of physical activity level were: 
A sample size of 390 university students from 3 Malaysian Universit ies inclusive of Universiti Teknologi 
MARA, Kuala Pilah, Universit i Tenaga Nasional, Kajang and National Defence University  of Malaysia, Sungai 
Besi participated in the study. The respondents’ responses were solicited using cluster sampling technique which  is 
useful when it would be impossible to identify every person in the sample and by randomly selecting the classes; it 
will have a greater probability of capturing a representative sample of the population. The data collected was 
analyzed using Statistical Package fo r Social Sciences version 22 using Spearmen Correlation as the data process 
involved ordinal data. 
Table 1. Level of physical activity. 
Level MET minutes / week value 
Low < 600 
Moderate 600 – 2999  
High > 3000 
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3.  Results and findings 
3.1. Service quality 
Table 2 shows the mean score and standard deviation of the three service quality factors used to determine the 
overall service quality of the facility. Results shows that the respondents rated the ambience of facility as the highest 
(mean of 3.7139 and SD = 0.49704), fo llowed by staff competency (mean of 3.7026 and SD = 0.78246). The 
respondents rated operations quality as the lowest (mean of 3.4795 and SD = 0.70418) among three factors used to 
determine the service quality. Overall score for service quality was 3.6657 with SD = 0. 48572 which shows 
moderate level of service quality provided. 
Table 2. Score of service quality. 
Service quality factor Mean Standard deviation 
Ambience of facility 3.7139 .49704 
Operations quality 3.4795 .70418 
Staff competency 3.7026 .78246 
Overall service quality 3.6657 .48572 
3.2. Activity level 
Table 3 and Figure 1 show the number of respondents based on their physical activity level. There were three 
levels of physical activity based on categorical score of IPAQ-SF which is low, moderate and high level of physical 
activity. Based on the information, 9.5% of the respondents (n = 37) were  categorized in low level of physical 
activity. Moderate level of physical activity group represented 25.4% of the total respondents (n = 99). Majority of 
the respondents involved in this study were physically active where 65.1% of respondents (n = 254) we re 
categorized in high physical activity level group.  
Table 3. Frequency and percentage of respondents based on physical activity level.  
Physical activity level Frequency Percentage % 
Low 37 9.5 
Moderate 99 25.4 
High 254 65.1 
 
 
Fig. 1. Percentage of respondent’s physical activity level. 
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3.3. Correlation test 
Table 4 shows the correlation between Service Quality score with Physical Activ ity level score . The score of p = 
0.312 shows that there is no significant relationship (p > 0.05) between Service Quality and Physical Activ ity Level 
(r = -0.051). According to the r value, it shows that there is no relationship between Service Quality with Physical 
Activity Level. This shows that the student’s physical activity level was not affected by the service quality of the 
recreational facility.  
Table 4. Correlation between service quality and physical activity level.  
   Service Quality Physical Activity Level 
Spearman’s rho Service Quality Correlation Coefficient 1.000 -.051 
  Sig. (2-tailed) . .312 
  N 390 390 
 Pearson Activity Level Correlation Coefficient -.051 1.000 
  Sig. (2-tailed) .312 . 
  N 390 390 
4.  Discussion 
The respondents rated the three factors of service quality as not up to the level of ‘good or excellent’ as the mean  
of the score ranging at moderate level. The lowest score of the three factors was operations quality which involved 
the availability and the quality of the recreat ional facility at the university. This means that the universities were still 
lacking in recreational facilities that could attract the respondents to be physically active. 
The level of physical activity o f the respondents recorded that most of the respondents were categorized  as 
having high level of physical activity  which is 65.1%. Respondents that have low level o f ph ysical act ivity were the 
least which recorded only 9.5% of the total respondents. Most of the respondents were classed in high level of 
physical active due to the respondents from the Nat ional Defence University of Malaysia were having t rain ing 
almost every day as a military base education institution. However, Irwin (2004) reported that one-half of the 
university students from 27 countries were low in physical activity. 
5.  Conclusion 
It can be concluded that there is no significant relationship between the university recreational facilit ies service 
quality and student’s physical activity level. However, operations quality which involved the availability and the 
quality of the recreational facility at the university is a concern. Th is indicates that univers ities are still lacking in  
recreational facilities and quality operation that could attract the students to be physically  active. These findings can 
be an indicator for the management team of the universities to consider in the future development of their sports and 
recreational facilities. 
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